
F EDERAL COMMUNICATIONS C OMM I SS ION 

WAS HIN GTON 

OFF'ICE Of' 
THC CHAIRM AN 

The I lonorable Ron Johnson 
Chairman 

July 10, 2015 

Committee on I lomeland Security and Governmental Affairs 
United tates enate 
340 Dirksen Senate Office Building 
Washington, D.C. 20510 

Dear Chairman Johnson: 

On May 8, 2015, the Government Accountability Office (GAO) publicly re lea ed a report 
entitled, FCC Should Strengthen Its Management of Program to Assist Persons with I fearing or 
Speech Disabilities. GA0-15-409. The report recommends that the Federal Communications 
Commission (FCC or Commission): I) develop specific performance goals and measures for the 
telecommunications relay services (TR ) program, including establishing goals or performance 
measures that would guide its efforts on major program dimensions such as service quality or 
competition among providers; 2) conduct a robust risk assessment following the establishment of 
TR performance goals, which can help the FCC design a comprehensive internal-control system; 
and 3) improve the FCC's communication of TRS rules and procedures to the community of 
individuals who arc deaf, hard of hearing, or have speech disabilities and the companies providing 
l'RS ervices by creating and disseminating of a handbook, program manual, or other consolidation 
of TR rules and procedures. My staff has carefu lly reviewed the Report and proposals provided 
therein. Pursuant to 31 U.S.C. § 720, I am submitting this statement on actions the FCC has taken on 
those recommendations. 

1 he FCC has initiated corrective action plans to address the recommendations in GAO's 
report. First, the Commission is drafiing a notice of proposed rulemaking that will seek public 
comment on clearly stated propo ed goals for the TR program. The notice will include specific 
proposals by which to measure the program's performance toward meeting those stated goals. In 
drafiing the notice, we have taken direction from GAO's recommendations and used the GAO Green 
Book1 to ensure that our proposed goals and performance measures will ensure a well-balanced set of 
outcome and output measures that link to specific program performance goals. For example, an 
objective of the notice is to clearly define the term "functional equivalence" as a goal and establish 
measurements to assess progress toward that goal. Measurements may include service quality 
aspects ofTRS, such as the speed and accuracy of typing or interpreting relay conversations, as well 
as assessments of the number of potential and actual relay users. 

econd, we are using the GAO Green Book, as well as Office of Management and Budget's 
Circular A-123,2 to revise our risk a sessments to enable us to better identify risks to providing 

1 Government Accountability Office Report No. 14-704G, Standards for Internal Control in the Federal 
Government (September 2014). 
2 Office of Management and Budget, Circular A-123, Management's Responsibility for Internal Control 
(December 2004). 
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functionally equivalent services and to inform the development of the overall internal-control system, 
as recommended in the GAO report. We are also implementing more robust assessment tools for 
programmatic analysis and integrating audit findings as applicable into this system. Finally, we are 
continuing our ongoing and successful efforts to minimize the risk of fraud , waste and abuse in the 
TRS program. 

Third, to ensure better communication with groups that are impacted by the TR program, 
such as TRS users and providers, the FCC has entered into a contract with MITRE that will facilitate 
the FCC's efT011s to directly address some of GAO's recommendations and will also further the goal 
of ensuring the efficient and effective delivery of functionally equivalent communications services 
for the covered disability populations. The relationship with MITRE already has resulted in the 
establishment of a TRS Center of Expertise (COE) that is bringing together experts, persons with 
disabilities and other stakeholders to identify and prioritize research and develop efforts to achieve 
functionally equivalent TRS access, so that people with communication disabilities can fully use and 
enjoy the benefits of the nation's communications systems. The COE is intended to initiate, manage, 
and serve as a review body for project research and reports, and to dis eminate research findings to 
key stakeholders (policymakers, research community, intt:rest groups. TR user communities, etc.). 
In addition, our efforts with MITRE will accomplish the fo llowing: 

• Interoperability and usability testing that will provide the baseline data of how TRS is 
provided today. This baseline will serve as an objective foundation upon which the FCC can 
build meaningful goals and performance measures as it relates to ensuring interoperability 
among TRS providers and objective measures of service quality. It will also serve as a point 
of comparison to evaluate how the adoption of innovati ve technologies can enhance the 
quality, effic iency and/or effectiveness of the TR program; and 

• A National Outreach Program Coordinator overseen by MITRE, which wi ll develop, 
coordinate, and di sseminate non-branded information to potential new TRS users and to the 
general public about IP-CTS, IP Relay, and YRS, including their service features, purposes 
and benefits, and how to access and use these services. The Coordinator also will be charged 
with conducting an outreach campaign - "Answer the Call"- aimed at government and 
industry, to reinfo rce the obligation of these entities to facilitate communications access to 
and from persons who are deaf, hard of hearing, deaf-blind or have speech disabilities. 
Along these lines, this outreach will promote the hiring of people with communications 
disabilities to provide such direct communication between consumers and these various 
entities. 

In addition, the Commission can ensure better communication with groups that are impacted 
by the TRS program through its newly established federal advisory committee, the Disability 
Advisory Committee (DAC). Tht: mission of the DAC. which was formed in December 2014. is to 
provide advice and recommendations to the Commission on a wide array of disability issues within 
the FCC's jurisdiction, such as TR , closed captioning, access to 9 11 emergency services, the impact 
of IP and other network transitions on people with disabilities and many other accessibility issues. 
The DAC membership consists of stakeholders representing di sability consumer organizations, 
industry, state and local governments, and academics. and is co-chaired by one consumer 
representative and one industry representative. The DAC established fo ur subcommittees, one of 
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which is devoted to TRS. This subcommittee recently came up with a concrete set of 
recommendations on improving the speed of answer performance for video relay service, which is a 
critical component for ensuring that this relay service is functionally equivalent to voice telephone 
crviccs. The full OAC committee approved this and other subcommittee recommendations at the 

June 23, 2015 meeting at the FCC headquarters. The Commission will continue to use the 
subcommittee as way to improve the FCC's communication about TR to consumers and companies 
and for receiving recommendations on TRS from these interested parties. 

In summary, the FCC and its staff appreciate the GAO recommendations, and have initiated 
corrective action plans to implement them. hould you have any questions or comments regarding 
this matter, l would be pleased to discuss them with you. 

incerely, -ltil 
~ler 

cc: The I lonorable Jeff Sessions 
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Dear enalor Carper: 

On May 8, 2015, the Government Accountability Office (GAO) publicly released a report 
entitled, FCC Should Strengthen Its Management of Program to Assist Persons with I !earing or 
Speech Disabilities, GA0-15-409. The report recommends that the Federal Communications 
Com mi sion (FCC or Commission): I) develop specific performance goals and measures for the 
telecommunications relay services (TR ) program, including establishing goals or performance 
measures Lhal would guide its efforts on major program dimensions such as service quality or 
competition among providers; 2) conduct a robust risk assessment following the establishment of 
TRS performance goals, which can help the FCC design a comprehensive internal-control system; 
and 3) improve Lhe FCC's communication of TRS rules and procedures to the community of 
individuals who are deaf, hard of hearing, or have speech disabilities and the companies providing 
TR services by creating and disseminating of a handbook, program manual , or other consolidation 
of TR rules and procedures. My staff has carefully reviewed the Report and proposals provided 
therein . Pursuant to 31 U.S.C. § 720, I am submitting this statement on actions the FCC has taken on 
those recommendations. 

The FCC has initiated corrective action plans to address the recommendations in GAO's 
report. First, the Commission is drafting a notice of proposed rulemaking that will seek public 
comment on clearly stated proposed goals for the TRS program. The notice will include specific 
proposals by which to measure the program's performance toward meeting those stated goals. In 
drafting the notice, we have taken direction from GAO' s recommendations and used the GAO Green 
Book 1 to ensure that our proposed goals and performance measures will ensure a well-balanced set of 
outcome and output measures that link to specific program performance goals. For example, an 
objective of the notice is to clearly define the term " functional equivalence" as a goal and establish 
measurements to assess progress toward that goal. Measurements may include service quality 
aspects ofTRS, such as the speed and accuracy of typing or interpreting relay conversations, as well 
as assessments of the number of potential and actual relay users. 

1 Government Accountability Office Report No. 14-704G, Standards for Internal Control in the Federal 
Government (September 2014). 
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econd, we are using the GAO Green Book, as \\-ell as Office of Management and Budget's 
Circular A-123,2 to revise our risk assessments to enable us to better identif} risk1> to providing 
functional!} equivalent services and to in form the de\ elopment of the overall internal-control system. 
as recommended in the GAO report. We are also implementing more robust assessment tools for 
programmatic analysis and integrating audit findings as applicable into this system. Finally, we are 
continuing our ongoing and successfu l efforts to minimize the risk of fraud, waste and abuse in the 
TRS program. 

Third, to ensure better communication with groups thut are impacted by the TRS program. 
such as 1 RS users and providers, the FCC has entered into a contract with MITRE that will facilitate 
the FCC's efforts lo directly address some of GAO·s recommendations and will also further the goal 
of ensu ring the efficient and efTective delivery o f functionally equi valent communications services 
for the covered disabi lity populations. The relationship with MITRE already has resulted in the 
establishment of a TRS Center of Expe11ise (COE) that is bringing together expcrts, persons with 
disabi Ii ties and other stakeholders to identify and prioritiLe research and develop efforts to achieve 
functionally equivalent TRS access. so that people with communication disabilities can fully use and 
enjoy the benefits of the nation's communications systems. The COE is intended to initfate. manage, 
and serve as a review body for project research and reports, and to disseminate research lindings to 
key stakeholders (pol icymakers. research community, interest groups. IR user communities. etc.). 
In addition, ourefTorts with MITRE will accomplish the following: 

• lnteroperabilit) and usability testing that will provide the baseline data of how TRS is 
provided today. This baseline will serve as an objective foundation upon which the FCC can 
bui ld meaningful goals and performance measures as it re lates to ensuring interoperabilit) 
among ·1 R providers and objective measures of service quality. It\\ ill also serve as a point 
of comparison to evaluate how the adoption of innovative technologies can enhance the 
quality, efficiency and/or effectiveness of the TRS program; and 

• A National Outreach Program Coordinator overseen by MITRE. wh ich wi ll develop. 
coordinate, and disseminate non-branded in fo rmation to potential new TRS users and to the 
general public about IP-CTS, IP Relay, and YR • including their service features. purposes 
and benefits, and how to access and use these servicc.)S. The Coordinator also will be charged 
with conducting an outreach campaign - '·Answer the Cal l"- aimed at government and 
industry, to reinforce the obligation of these entities to facilitate communications access to 
and from persons who are deaf, hard of hearing, deaf-blind or have speech disabi lities. 
Along these lines, this outreach will promote the hiring of people with communications 
disabilities to provide such direct communication between consumer.., and these various 
entities. 

In addition, the Commission can ensure better communication ~ ith groups that are impacced 
by the TRS program through its newly established federal adv isory committee, the Disability 
Advisory Committee (DAC). The mission of the DAC, which was formed in December 2014. is to 
provide advice and recommendations to the Commission on a\\. ide array of disability issues withi n 

2 Office of Management and Budget, Circular A-123. Management's Responsibilfty jur lnte111al Control 
(December 2004). 



Page 3-The I lonorable Thomas Carper 

the FCC's jurisdiction, such as TR , clo ed captioning, access to 911 emergency ervices, the impact 
of IP and other network transitions on people with disabilities and many other accessibility issues. 
The DAC membership consists of stakeholders representing disability consumer organimtions, 
industry, state and local governments, and academics, and is co-chaired by one consumer 
representative and one industry representative. The DAC established four subcommittees, one of 
which is devoted to TRS. This subcommittee recently came up with a concrete set of 
recommendations on improving the speed of answer performance for video relay service, which is a 
critical component for ensuring that this relay service is functionally equivalent to voice telephone 
services. The full DAC committee approved this and other subcommittee recommendations at the 
June 23, 2015 meeting at the FCC headquarters. The Commission will continue to use the 
subcommittee as way to improve the FCC's communication about TRS to consumers and companies 
and for receiving recommendations on TR from these interested parties. 

In summary, the FCC and its staff appreciate the GAO recommendations, and have initiated 
corrective action plans to implement them. hould you have any questions or comments regarding 
this matter, I would be pleased to di cuss them with you. 

incerely, ~ ~ ;" 

- ~j(~/v-
lom Wheeler 

cc: The Honorable Jeff essions 
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Dear Congressman Cummings: 

On May 8, 2015, the Government Accountability Office (GAO) publicly released a report 
entitled, FCC Should Strengthen Its Management of Program to Assist Persons with Hearing or 
Speech Disabilities, GA0-15-409. The report recommends that the Federal Communications 
Commission (FCC or Commission): I) develop specific performance goals and measures for the 
telecommunications relay services (TRS) program, including establishing goals or performance 
measures that would guide its efforts on major program dimensions such as service quality or 
competition among providers; 2) conduct a robust risk assessment following the establishment of 
TR performance goals, which can help the FCC design a comprehensive internal-control system; 
and 3) improve the FCC's communication of TRS rules and procedures to the community of 
individuals who are deaf, hard of hearing, or have speech disabilities and the companies providing 
TRS services by creating and disseminating of a handbook, program manual , or other consolidation 
of TRS rules and procedures. My staff has carefully reviewed the Report and proposals provided 
therein. Pursuant to 31 U.S.C. § 720, I am submitting this statement on actions the FCC has taken on 
those recommendations. 

The FCC has initiated corrective action plans to address the recommendations in GAO's 
report. First, the Commission is drafting a notice of proposed rulemaking that will seek public 
comment on clearly stated proposed goals for the TR program. The notice will include specific 
proposals by which to measure the program's performance toward meeting those stated goals. In 
drafting the notice, we have taken direction from GAO' s recommendations and used the GAO Green 
Book 1 to ensure that our proposed goals and performance measures will ensure a well-balanced set of 
outcome and output measures that link to specific program performance goals. For example, an 
objective of the notice is to clearly define the term "functional equivalence" as a goal and establish 
measurements to assess progress toward that goal. Measurements may include service quality 
aspects of TR , such as the speed and accuracy of typing or interpreting relay conversations, as well 
as as essments of the number of potential and actual relay users. 

1 Government Accountability Office Report No. 14-704G, Standards for Internal Control in the Federal 
Government (September 2014). 
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Second, we are using the GAO Green Book. as well as Office of Management and Budget" s 
Circular A-123.2 to revi e our risk as essments lo enab le u<, to belier identify risks to providing 
functionall> equivalent ::.ervices and to inform the de\clopment of the O\era ll internal-control system. 
a::. recommended in the GAO report. \\'e are abo implementing more robuM a.,.,e.,<,ment tools for 
programmatic anal1::.i::. and integrating audit finding::. as applicable into this system. Finall), we are 
continuing our ongoing and successful efforts to minimize the risk of fraud, waste and abuse m the 
TRS program. 

Third. to ensure bener communication with groups that arc impacted by the TRS program. 
such us TRS users and providers, the FCC has entered into a contract with MITRE that will fac ilitate 
the FCC's efforts to directly address some of GA O's recommendations and wi ll also further the goa l 
of ensuring the efficient and effective delivery or functionally equivalent communications serv ices 
for the covered disability populations. The relationship with MITRE already has resulted in the 
establishment of a TRS Center of Expertise (COE) that is bringing together experts, persons with 
disabilities and other stakeholders lo identify and prioritize research and develop efforts to achieve 
functionally equivalent TRS access, so that people with communication disabilities can fully use and 
enjoy the benefits of the nation's communications systems. The COE is intended to initiate, manage, 
and serve as a revie\\ body for project research and report::., and to disseminate research findings to 
key stakeholder::. (polic)'makers. research communit). intere)t groups. I RS user communities. etc.). 
In addition, our efforts v..i th MITRF v..ill accompl ish the fo llowing: 

• Interoperability and usability testing that will provide the baseline data ofhov. TRS is 
provided today. This baseline will serve as an objective foundation upon which the FCC can 
build meaningful goals and performance measures as it relates to ensuring interoperabil ity 
among TRS providers and objective measures of service qualit}. It v..ill also serve as a point 
of comparison to evaluate how the adoption of innovative technologies can enhance the 
quality. cfftcienc) and/or effectiveness of the I RS program: and 

• A National Outrt!ach Program Coordinator overseen by MITRE. which will develop, 
coordinate, and disseminate non-branded information to potential new TRS users and to the 
general public about IP-CTS, IP Relay, and YRS. including their service features, purposes 
and benefits. and how to access and use these services. The Coordinator also will be charged 
with conducting an outreach campaign - "Answer the Call'' aimed at government and 
industry, lo reinforce the obl igation of these entities to fac ilitate communications access to 
and from persons who are deaf, hard of hearing. deaf-blind or have speech disabilities. 
Along these lines, th is outreach will promote the hiring of people with communications 
disabilities to provide such direct communication bctv.ecn consumers and these various 
entities. 

In add ition. the Commission can ensure better communication with groups that are impacted 
b) the TR program through its newly established federal advisol) committee. the Disability 
Advisory Committee (DAC). The mission of the DAC. v..hich v..as formed in December 2014. is to 
provide ad\ ice and recommendations to the Commission on a wide arra) of di::.abilit} issues with in 

2 Office of Management and Budget, Circular A-123, Management's Responsibility for Internal Control 
(December 2004). 
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the FCC's jurisdiction, such as TR , closed captioning, access to 911 emergency services, the impact 
of IP and other network transitions on people with disabilities and many other accessibility issues. 
The DAC membership consists of stakeholders representing disability consumer organizations, 
industry, state and local governments, and academics, and is co-chaired by one consumer 
representative and one industry representative. The DAC established four subcommittees, one of 
which is devoted to TRS. This subcommittee recently came up with a concrete set of 
recommendations on improving the speed of answer performance for video relay service, which is a 
critical component for ensuring that this relay service is functionally equivalent to voice telephone 
services. rhe full DAC committee approved this and other subcommittee recommendations at the 
June 23, 2015 meeting at the FCC headquarters. The Commission will continue lo use the 
subcommittee as way to improve the FCC's communication about TRS to consumers and companies 
and for receiving recommendations on I R from these interested parties. 

In ummary, the FCC and its stafT appreciate the GAO recommendations, and have initiated 
corrective action plans to implement them. hould you have any questions or comments regarding 
this matter, I would be pleased to discuss them with you. 

Tom Wheeler 

cc: The I lonorable JefT Sessions 
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Dear Chairman Chaffetz: 

On May 8, 2015, the Government Accountability Office (GAO} publicly released a report 
entitled, FCC Should Strengthen Its Management qf Program lo Assi I Persons with Hearing or 
Speech Disabilities, GAO-I 5-409. The report recommends that the Federal Communications 
Commission (FCC or Commission): I) develop specific performance goals and measures for the 
telecommunications relay services (TR ) program, including establishing goals or performance 
measures that would guide its efTorts on major program dimensions such as service quality or 
competition among providers; 2) conduct a robust risk assessment following the establishment of 
TR performance goals, which can help the FCC design a comprehensive internal-control system; 
and 3) improve the FCC's communication ofTRS rules and procedures to the community of 
individuals who are deaf, hard of hearing, or have speech disabilities and the companies providing 
TR ervices by creating and disseminating of a handbook, program manual , or other con olidation 
of TR rules and procedures. My staff has carefully reviewed the Report and proposals provided 
therein. Pursuant to 31 U.S.C. § 720, I am submitting this statement on actions the FCC has taken on 
tho e recommendations. 

The FCC has initiated corrective action plans to address the recommendations in GAO's 
report. First, the Commission is drafling a notice of proposed rulemaking that will seek public 
comment on clearly stated proposed goals for the TR program. The notice will include specific 
proposals by which to measure the program's performance toward meeting those stated goals. In 
drafting the notice, we have taken direction from GAO's recommendations and used the GAO Green 
Book1 to ensure that our proposed goals and performance measures will ensure a well-balanced set of 
outcome and output measures that link to specific program performance goals. For example, an 
objective of the notice is to clearly define the term "functional equivalence" as a goal and establish 
measurements to assess progress toward that goal. Measurements may include service quality 
aspects of TR , such as the speed and accuracy of typing or interpreting relay conversations, as well 
as assessments of the number of potential and actual relay users. 

1 Government Accountability Office Report No. 14-704G. Standards for Internal Control in the Federal 
Government (September 2014). 
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Second, we are using the GAO Green Book. as well as Office of Management and Budget's 
Circular A-123,2 to revise our risk assessments to enable u to better identify risks to providing 
functionally equivalent services and to inform the development of the overall internal-control system, 
as recommended in the GAO report. We are also implementing more robust assessment tools for 
programmatic analysis and integrating audit findings as app licable into this system. Finally, we are 
continuing our ongoing and successful erforts to minimize the risk of fraud, waste and abuse in the 
TR program. 

Third, to ensure better communication with groups that are impacted b.> the TR program, 
such as TRS users and providers, the FCC has entered into a contract with MITRE that will facilitate 
the FCC's efforts to directly address some of GA O's recommendations and will also further the goal 
of ensuring the efficient and effective delivery of functionally equivalent communications services 
for the covered disability populations. The relationship with MITRE already has resulted in the 
establishment of a TR Center of Expertise (COE) that is bringing together experts, persons with 
disabilities and other stakeholders to identify and prioritize research and develop efforts to achieve 
functionally equivalent TR access, so that people with communication disabilities can fully use and 
enjoy the benefits of the nation's communications systems. The COE is intended to initiate. manage. 
and serve as a review body for project research and reports, and to disseminate research findings to 
key stakeholders (policymakers, research community, interest groups. TRS user communities, etc.). 
In addition, our efforts with MITRE will accomplish the following: 

• Interoperability and usability testing that will provide the baseline data of how TR i!i 
provided today. This baseline will serve as an objective foundation upon which the FCC can 
build meaningful goals and performance measures as it relates to ensuring interoperabi lity 
among TRS providers and objective measures of service quality. It will also erve as a point 
of comparison to evaluate how the adoption of innovative technologies can enhance the 
quality, emciency and/or effectiveness of the TRS program; and 

• A National Outreach Program Coordinator overseen by MITRE. which will develop. 
coordinate. and disseminate non-branded information Lo potential new TR users and lo the 
general public about IP-CT , IP Relay, and YR • including their ser\ice features. purposes 
and benefits, and how to access and use these services. The Coordinator also will be charged 
with conducting an outreach campaign -"Answer the Call"- aimed at government and 
industry, to reinforce the obligation of these entities to faci litate communications access to 
and from persons who are deaf, hard of hearing, deaf-blind or have speech disabilities. 
Along these lines, this outreach will promote the hiring of people with communications 
disabilities to provide such direct communication between con umcrs and these various 
entities. 

In addition, the Commission can ensure better communication with groups that are impacted 
by the TRS program through its newly established federal advisory committee. the Disability 
Advisory Committee (DAC). The mission of the DAC, which was formed in December 2014, is to 
provide advice and recommendations to the Commission on a wide array of disability issues within 

2 Office of Management and Budget, Circular A-123, Management's Responsibility for Internal Control 
(December 2004). 
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the FCC's jurisdiction, such as TR , closed captioning, access to 911 emergenc) services. the impact 
of IP and other network transitions on people with disabilities and many other accessibility issue . 
The DAC membership consists of stakeholders representing disability consumer organizations, 
industry, state and local governments, and academics, and is co-chaired by one consumer 
representative and one industry representative. The DAC established four subcommittees, one of 
which is devoted to TRS. This subcommiuee recently came up with a concrete set of 
recommendations on improving the speed of answer performance for video relay service, which is a 
critical component for ensuring that this relay service is functionally equivalent to voice telephone 
services. The full DAC committee approved this and other subcommittee recommendations at the 
June 23, 2015 meeting at the FCC headquarters. The Commission will continue to use the 
subcommittee as way to improve the FCC's communication about TRS to consumers and companies 
and for receiving recommendations on TR from these interested parties. 

In summary, the FCC and its tafT appreciate the GAO recommendations. and have initiated 
corrective action plans to implement them. hould you have any questions or comments regarding 
this matter, I would be pleased to discuss them with you. 

Sincerely, 

L 

cc: I he Honorable Jeff Sessions 


